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CEFAMTMENT OF THE THEASURY
NTERMNAL REVENLIF SCRYICE
WASHINGTOM, Q.S 30224
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May 22, 2000

FROM; Charles O. Rossott ﬂ%’&——

miasioner of Intemal Revenue

SUBJECT: Oraft Auclil Report — Autossted Collection Systern Customer
Balistaction Survey Reaulta Should Be Qualified if Used for the
GPRA {(Audit 108210108)

Thank you for the cpportunity to nespond to your draft report antited “Automated
Collecfion System Custorner Satigfaction Survey Results Should Be Qualified if Used
for the Govemment Performance and Resuits Act (GPRA)." We agrea with the
recommendation to provide more infaermation on the cusiomeans surseysd and rolatad
resuits, induding constraints or Emitations of the survay data kka thage discussed in
your draft report, when we use the resulls for GPRA. The Cffice af Program Evaluation
and Risk Analysis (OPERA) and the Assigtant Commissioner (Customer Service)
provided guidance ko Automated Gollection Systein (ACS) aitas on administering the
Custamer Satisfaction Survey. Through mamorandums, iraining materat, qualty
confarencas, and the intarnal Revenue Manuat (1RM) 21.10.1, ACS siies meceivad
information on: why the surveys were haing developed; when the Svey process woukl
begir; and how 1o select potontial survay raspondents, ranefer those callers o the
survey itaelf, and document the actions taken.

Tha OPERA haa dirsct gversight of the contraztor's data collection and intarpraiation
adivibes. The Statistica of Income {SO1) Divislon warked with Pacific Consulting Group
{PCG) io design the sample, and Customer Service s respongible for Implementing the
procedurss. Tha Naticnel Office. in conjurction with the SOI Division and the vendor,
devetoned the IRM guidelinas for the field to folow in selecting the aample. The Field
Customer Senice quality review management stafl s responsitie for sxecuting the
sampis. We balleve ihls shared respansibilty ke all the facets of the ACS Customer
Satisfaction Survey is sufficiant, as defined under OMB Clreular # A-122.

We agres ths outebme measura, Proteciion of Assets/Reliabillty of Infarmation
(potetial), cannot be quaniiied by @ doliar amolnt or number because: the sxtent of the
survey reculis’ unreliabliity cannot ba delarmined. We do not concur with your outcoms
maazune on (potertialy} reducing taxpayer Buraen since we seo na apparent
ralationship between the recommendations in the report snd any impact on baqayer
burdaen,
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Your rapurt identifiea the Director, Strategic Plansing and Budgeting as tha mspansible
offictal for implemanting #y recommandations. The OPERA, Cuai;gnar Sanvice Field
Qperations, and the mbtant Commiasioner (Cusicimer Servios] are responsible for tha
ACE Customar Satishartion Survey program and the eemactive actions identifiad below.
Thesa offices, warking with the Director, Steategic Planning and Budpeting, wik be
rasponsiye for disclosing sureey fimitations for GPRA.

IDENTITY OF RECOMMENDATION/FINDING

The Director, Strategic Planning and Budget should establish an ovarsight proceas b
ansure (RS surveyors and customar representatives comply with survey salection
griteria and pmcedures. .

ASSESSMENT OF CAUSE(E)
The surveyors did not atwaya follow sample selection procwduras and salection
methads vary bowaen coll siles.

CORRECTIVE ACTIONS

To ensure the quality reviewers 2am properky uaing the randorn numbers tabies to sslect
cuslomer service ropreaantatives, we have revised the sampiling imstructions in the IRM
after consulting with 801 and PC3 to enaure they are cisar and spacific. in addition, we
have added enhanced aurvey seleciion instructions to |RM 21_10.1.9. Wa belleve the
curvent delineation of responsiiktias is mora than adequate to ensure valid survey
results, Thus, the rexpansible official for this comeciive action shauld be the Assistant
Commissioner (Customer Servica).

IMPLEMENTATION DATE
COMPLETED Atay 8, 2000

RESPONSIBLE OFFICIAL(S)
Assistant Commissioner {Customur Servics)

CORRECTIVE ACTION MONITORING PLAN
Not Applicable

IDENTITY OF RECOMMENDATION/FINDING

The Director, Siratagic Planning and Burdged should revise survey selection criteria to
ensure all ACS customers afe given an aqual opporbunity of being selacted for the
survey. For example, the sample should inchude cutycing calls, non-Engiish speaking
customers, and calls from all haurs of cpsration



ASEESSMENT OF CAUSE

Bacause of lachrologicsl limitations of the cument IRS tslaphone system, we cannot
Include outgeing ACS calls in the ACS Cuatomer Satisfaction Survey sample.
Technological altermetives are not svaiiabie that would aliow us t Inckude this
poputation in Thia eample.

Only a small percentage of the past and currant ACS oulgoing cails are made o
customese. The vast majority of thase cals am lo directory assistance, localor sanvicey,
and to third parties for address verification and verification for levy sources. We do not
Interact with taxpaysrs on these czlls, and they could not be included in the survey. The
majority of customer contacts are, in fach, captured by the curent survey design.

The ACE survay was designad to include Spanish-speaking respondents. [t s avallable
in Spanish and Spanish callars do participats. [n the eady periods of the stdy, these
callars amounted to approximately 2 perosnt of al callers and dropped off 1o sbout 1
parcant gt the ime Schulman, Ronca, and Bucubalas, Inc., (the vandor that conduciad
the actugl surveys with customars), concluded thair intarviewing. Most Spanish survay
participants ware transfamred to the Spanish survey from the Austin, Fresng, and Dallas
2l sites whars thare ware Spenieh-speaking quaiity reviewars. Aa n refarence point,
Schuiman, Ronca, and Bucubalas, Inc., recantly concluded several nationwice

lon shudies and the Spanish-spasking componant of the respandents wes
about 2 percant. Sa the IRS results are close io those obluined in similer studies
performed In the private sector. in fect, many Spanish-speaking respendants da
participala in the survey, &s their English is ssfficlent o do 0. Alsc, as notad n our
response 1o your discussion draft, from a statistical atandpoint, axcluding thess calls
frorn the survey reaults would not significantly altsr the satisfaction resuite for Spanish
ACS callers.

Regarding alter-houra ACS calls, cur respanse to your discuasion draft report indicated
we ara caplining evening calls in 4 cut of 17 sites. Given the vary small evening cal
volumes for ACS, this means we are excludiry hatween 2 percant to 4 percent of
incoming cals. From a statistical standpoint, exchuding thess calle from the survey
results would not significanity siter the satizfaction racults for evening ACS callers.

CORREGTIVE ACTIONS _
Wae will not implament this recommendatzn because of the faciors described above.

if you have any questions sbout our rasponse, plaase call me at (202) 622-3511 of your
staff may calf Dave Medeck, National Directos, Telephone Operations Division, el
{202) 283-4604.



